Percentage of Responses 


by Fund 


Missouri SERS 
100% 


Fund ID 


i Missouri SERS 


Method of Contacting the Fund 


35% 


30% 


25% 


20% 


15% 


10% 


5% 


0% 
Mail 


Email 
Percentage Percentage Percentage Percentage 


Office Visit 


Phone 


Self Se 
rvice.. 


Years of Service 


Fewer than 10 No Response 


13% 1% Jo19 
25% 


30 or more 
24% 


Education 
Some High School or Léés Response 
Some colldga 1% 
24% ‘ollege Graduate 


29% 


High School 
19% 


Graduate Degree(s) 
27% 


Contact Frequency 


1-2 times 
30% 


More than 4 ti 
24% 


3-4 times 
37% 


Job Type 


No Response 


Gender 


Age 


Younger than 55 
10% 


65 or Over 
23% 


Fund ID 
Missouri SERS 


Response date 
2019 q1 


Gender: Q16 
All 


Education: Q15 
All 
0% 


Service: Q14 
All 


Age: Q13 
All 


pe nape Job Type: Q11 
All 


Custom Variable 1 
All 


NseRegeionse 
12% 


55-64 
64% 


N: 2,924 


. Fund ID 
Q2: Fund Staff Missouri SERS 
Missouri SERS 


10.0 9.7 9.6 9.7 9.6 9.6 Response date 
2019 q1 
8.0 Gender: Q16 
All 
6.0 Education: Q15 
All 
4.0 Service: Q14 
All 
2.0 Age: Q13 
All 
0.0 
Staff knowledge Staff organized Staff answers Staff responsiveness Staff courtesy 7 Type: Q11 
Q2: Fund Staff: Change Over Time Cuaton Variable 41 


Measure Names 
Bl Statf knowledge 


i Staff organized 

i Staff answers 

fl Staff responsiveness 
Staff courtesy 


2011 Q1 2012 Q1 2013 Q1 2014 Q1 2015 Q1 2016 Q1 2017 Q1 2018 Q1 2019 Q1 2020 Q1 N: 2.924 
7 ’ 


7 : Fund ID 
Q3: Fund Retirement Process Missouri SERS 
Missouri SERS 


10.0 9.4 9.6 9.6 Response date 
9.1 3 9.1 2019 q1 
8.0 Gender: Q16 
All 
6.0 Education: Q15 
All 
4.0 Service: Q14 
All 
2.0 Age: Q13 
All 
0.0 
Process clarity Ease of reaching person Accuracy Response speed Follow up 7 Type: Q11 
Q3: Fund Retirement Process: Change Over Time Custom Variable 1 
9.8 


Measure Names 
Hl Process clarity 


i Ease of reaching pers.. 
BB Accuracy 

fl Response speed 

HB Follow up 


2011 Q1 2012 Q1 2013 Q1 2014 Q1 2015 Q1 2016 Q1 2017 Q1 2018 Q1 2019 Q1 N: 2.924 
7 ’ 


Amount of information... 


WB About Right 
BB Too Little 
Hl T00 Much 


Q4: Fund's Written Information: Change Over Time 


9.6 


9.4 


9.2 


9.0 


Om 


9.0 


8.8 


3% 


93% 


2011 Q1 


10.0 
8.0 
6.0 
4.0 


2.0 


0.0 


2012 Q1 


: i : 


Information clarity 


2013 Q1 


2014 Q1 


Q4: Fund's Written Information 


Missouri SERS 


Information relevance 


2015 Q1 


2016 Q1 


Ease of getting 
information 


2017 Q1 


2018 Q1 


Forms 


9.6 


2019 Q1 


Fund ID 
Missouri SERS 


Response date 
2019 q1 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Measure Names 
BB Information clarity 


I Information relevance 
Hl Ease of getting inform.. 
8 Forms 


N: 2,924 


Q6: Fund Online Information 


Missouri SERS 


10.0 


Online information 
relevance 


Online information 
clarity 


Online information 
timely 


Q6: Fund Online Information: Change Over Time 


9.5 


8.5 


8.0 


2010 Q4 2011 Q4 2012 Q4 2013 Q4 2014 Q4 


7 9.1 = 9.2 
8.0 
6.0 
4.0 
2.0 
0.0 


Navigation 


v7 
N fQy/ 


2015 Q4 


2016 Q4 


Finding Forms 


2017 Q4 


Online transaction 
satisfaction 


2018 Q4 


Fund ID 
Missouri SERS 


Response date 
2019 q1 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Measure Names 

Hl Online information tim.. 
8 Online information cla.. 
HB Online information rel.. 
BB Navigation 

I Finding Forms 
Online transaction sat.. 


N: 2,924 


Correlation to Satisfaction 


9.75 


9.70 


9.65 


9.60 


9.55 


9.50 


9.45 


9.40 


9.35 


9.30 


9.25 


e@ 
Staff courtesy: Q2e 
2 
Staff responsiveness: Q2d 
e 
Follow up: Q3e 
Staff organized: Q2b 
Cd 
Accuracy: Q3c 
o 
Information relevance: Q4b 
6 
Online information relevance: Q6c 
Average 
0.52 0.54 0.56 0.58 0.60 0.62 0.64 0.66 0.68 0.70 0.72 


Fund ID 
Missouri SERS 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Legend 
Ol Staff knowledge : Q2a 


Wi Staff organized: Q2b 
@ Staff answers: Q2c 
Staff responsiveness... 
i Staff courtesy: Q2e 

Hl Process clarity: Q3a 
Il Ease of reaching pers.. 
BB Accuracy: Q3c 

Il Response speed: Q3d 
Hl Follow up: Q3e 

Bi Information clarity: Q.. 
IB Information relevance.. 
Il Ease of getting inform.. 
I Forms: Q4d 

HB Online information tim.. 
HB Online information cla.. 
HB Online information rel.. 
BB Navigation: Q6d 


Percentage of Responses 


by Fund 


Missouri SERS 
100% 


Fund ID 


i Missouri SERS 


Method of Contacting the Fund 


35% 


30% 


25% 


20% 


15% 


11.8% 


10% 


5% 


0% 


Email Mail 


Office Visit 


Phone 
Percentage Percentage Percentage Percentage 


Self Se 
rvice.. 


Years of Service 


Fewer than 10 No Response 


13% 1% Jo19 
25% 


30 or more 
24% 


Education 
Some High School or Léés Response 
Some colldga 1% 
24% ‘ollege Graduate 
9 


29% 


High School 
19% 


Graduate Degree(s) 
27% 


Contact Frequency 


1-2 times 
30% 


More than 4 ti 
24% 


3-4 times 
37% 


Job Type 


No Response 


Gender 


Age 


Younger than 55 
10% 


65 or Over 
23% 


Fund ID 
Missouri SERS 


Response date 
2019 q2 


Gender: Q16 
All 


Education: Q15 
All 
0% 


Service: Q14 
All 


Age: Q13 
All 


pe nape Job Type: Q11 
All 


Custom Variable 1 
All 


NseRegeionse 
12% 


55-64 
64% 


N: 2,924 


. Fund ID 
Q2: Fund Staff Missouri SERS 
Missouri SERS 


10.0 9.7 Response date 
9.5 9.5 9.6 a6 2019 q2 
8.0 Gender: Q16 
All 
6.0 Education: Q15 
All 
4.0 Service: Q14 
All 
2.0 Age: Q13 
All 
0.0 
Staff knowledge Staff organized Staff answers Staff responsiveness Staff courtesy 7 Type: Q11 
Q2: Fund Staff: Change Over Time Cuaton Variable 41 


Measure Names 
Bl Statf knowledge 


i Staff organized 

i Staff answers 

fl Staff responsiveness 
Staff courtesy 


2011 Q1 2012 Q1 2013 Q1 2014 Q1 2015 Q1 2016 Q1 2017 Q1 2018 Q1 2019 Q1 2020 Q1 N: 2.924 
7 ’ 


7 : Fund ID 
Q3: Fund Retirement Process Missouri SERS 
Missouri SERS 


10.0 9.4 9.4 9.5 95 Response date 
9.0 - - 2019 q2 
8.0 Gender: Q16 
All 
6.0 Education: Q15 
All 
Bs Service: Q14 
All 
28 Age: Q13 
All 
0.0 
Process clarity Ease of reaching person Accuracy Response speed Follow up 7 Type: Q11 
Q3: Fund Retirement Process: Change Over Time Custom Variable 1 
9.8 


Measure Names 
Hl Process clarity 


i Ease of reaching pers.. 
BB Accuracy 

i Response speed 

HB Follow up 


2011 Q1 2012 Q1 2013 Q1 2014 Q1 2015 Q1 2016 Q1 2017 Q1 2018 Q1 2019 Q1 N: 2.924 
7 ’ 


Amount of information:.. Q4: Fund's Written Information 


WB About Right 
BB Too Little 


10.0 
Hl T00 Much 


8.0 


6.0 


3% 


4.0 


93% 2.0 


0.0 


Q4: Fund's Written Information: Change Over Time 


9.6 
9.4 
9.2 
ohAl 
9.0 
9.0 
8.8 


2011 Q1 2012 Q1 


9.4 
9.0 / : 


Information clarity 


2013 Q1 


2014 Q1 


Missouri SERS 


Information relevance 


2015 Q1 


2016 Q1 


Ease of getting 
information 


2017 Q1 


2018 Q1 


Forms 


9.6 


2019 Q1 


Fund ID 
Missouri SERS 


Response date 
2019 q2 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Measure Names 
BB Information clarity 


I Information relevance 
Hl Ease of getting inform.. 
8 Forms 


N: 2,924 


Q6: Fund Online Information 


Missouri SERS 


10.0 


9.3 9.0 9.2 9.0 
8.0 
6.0 
4.0 
2.0 
0.0 


Online information 
timely 


Online information 
relevance 


Online information 
clarity 


Q6: Fund Online Information: Change Over Time 


9.5 


8.5 


8.0 


2010 Q4 2011 Q4 2012 Q4 2013 Q4 2014 Q4 


Navigation 


v7 
N fQy/ 


2015 Q4 


2016 Q4 


Finding Forms 


2017 Q4 


Online transaction 
satisfaction 


2018 Q4 


Fund ID 
Missouri SERS 


Response date 
2019 q2 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Measure Names 

Hl Online information tim.. 
8 Online information cla.. 
HB Online information rel.. 
BB Navigation 

I Finding Forms 
Online transaction sat.. 


N: 2,924 


Correlation to Satisfaction 


9.75 


9.70 


9.65 


9.60 


9.55 


9.50 


9.45 


9.40 


9.35 


9.30 


9.25 


e@ 
Staff courtesy: Q2e 
2 
Staff responsiveness: Q2d 
e 
Follow up: Q3e 
Staff organized: Q2b 
Cd 
Accuracy: Q3c 
o 
Information relevance: Q4b 
6 
Online information relevance: Q6c 
Average 
0.52 0.54 0.56 0.58 0.60 0.62 0.64 0.66 0.68 0.70 0.72 


Fund ID 
Missouri SERS 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Legend 
Ol Staff knowledge : Q2a 


Wi Staff organized: Q2b 
@ Staff answers: Q2c 
Staff responsiveness... 
i Staff courtesy: Q2e 

Hl Process clarity: Q3a 
Il Ease of reaching pers.. 
BB Accuracy: Q3c 

Il Response speed: Q3d 
Hl Follow up: Q3e 

Bi Information clarity: Q.. 
IB Information relevance.. 
Il Ease of getting inform.. 
I Forms: Q4d 

HB Online information tim.. 
HB Online information cla.. 
HB Online information rel.. 
BB Navigation: Q6d 


Percentage of Responses 


by Fund 


Missouri SERS 
100% 


Fund ID 


i Missouri SERS 


Method of Contacting the Fund 


30% 


20% 


10% 


0% 
Mail 


Email 
Percentage Percentage Percentage Percentage 


Office Visit 


Phone 


Self Se 
rvice.. 


Years of Service 


Fewer than 10 No Response 


13% 1% Jo19 
25% 


30 or more 
24% 


Education 
Some High School or Léés Response 
Some colldga 1% 
23% ‘ollege Graduate 
9 


29% 


High School 


19% 


Graduate Degree(s) 
27% 


Contact Frequency 


1-2 times 
30% 


More than 4 ti 
24% 


3-4 times 
37% 


Job Type 


No Response 


Gender 


Age 


Younger than 55 
10% 


65 or Over 
23% 


Fund ID 
Missouri SERS 


Response date 
2019 q3 


Gender: Q16 
All 


Education: Q15 
All 
0% 


Service: Q14 
All 


Age: Q13 
All 


pe nape Job Type: Q11 
All 


Custom Variable 1 
All 


NseRegeionse 
1B% 


55-64 
64% 


N: 2,989 


. Fund ID 
Q2: Fund Staff Missouri SERS 
Missouri SERS 


9.8 9.9 9.9 Response date 
10.0 9.8 9.8 2019 q3 
Gender: Q16 
8.0 rei 
6.0 Education: Q15 
All 
4.0 Service: Q14 
All 
2.0 Age: Q13 
All 
0.0 
Staff knowledge Staff organized Staff answers Staff responsiveness Staff courtesy 7 Type: Q11 
Q2: Fund Staff: Change Over Time Custom Variable 41 


Measure Names 
Bl Statf knowledge 


i Staff organized 

i Staff answers 

i Staff responsiveness 
Staff courtesy 


2011 Q1 2012 Q1 2013 Q1 2014 Q1 2015 Q1 2016 Q1 2017 Q1 2018 Q1 2019Q1 2020Q1 N: 2.989 
7 ’ 


Q3: Fund Retirement Process 
Missouri SERS 


10.0 9.7 9.7 9.8 97 
9.2 

8.0 

6.0 

4.0 

2.0 

0.0 


Process clarity Ease of reaching person Accuracy Response speed Follow up 
Q3: Fund Retirement Process: Change Over Time 
10.0 
9.8 
9.7 
9.6 96 A? 9.6 9 
: 9.5 

95 ocean (9.40.4 ROM 


a 95,9595 ‘\ a5 495 CA IN] 
9.4 Pw pe. 3 wy 
see 23/A\ keN i a, [\ Gs DW TAA = 


wt Pas BOX A, Gone * & VA 
eal a2 \7Z, ° Vp At oor ie 9 9.0 9.29 
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8.9 ny 8.8 
8.7 
8.7 ee Ber al7 8.7 8.7 
8.5 8.6 8.6 Fi 
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Fund ID 
Missouri SERS 


Response date 
2019 q3 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Measure Names 

Hl Process clarity 

i Ease of reaching pers.. 
BB Accuracy 

i Response speed 

HB Follow up 


N: 2,989 


Amount of information:.. Q4: Fund's Written Information 


WB About Right 


Bl Too Little 
HB Too Much 10.0 
8.0 
3% 6.0 
4.0 
93% 2.0 
0.0 


Q4: Fund's Written Information: Change Over Time 


9.6 


9.4 


9.2 


9.0 


8.8 


8.6 


8.4 


2011 Q1 2012 Q1 


: i : : 


Information clarity 


2013 Q1 


2014 Q1 


Missouri SERS 


Information relevance 


2015 Q1 


2016 Q1 


Ease of getting 
information 


2017 Q1 


2018 Q1 


Forms 


2019 Q1 


Fund ID 
Missouri SERS 


Response date 
2019 q3 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Measure Names 

BB Information clarity 

IB Information relevance 
Il Ease of getting inform.. 
i Forms 


N: 2,989 


Q6: Fund Online Information 
Missouri SERS 


ji 9.1 - 9.0 9.1 


Online information Online information Online information Navigation Finding Forms 
timely clarity relevance 


10.0 


8. 


oO 


6. 


oO 


4. 


oO 


2: 


oO 


0. 


oO 


Online transaction 
satisfaction 


Q6: Fund Online Information: Change Over Time 
9.6 


9.5 


iy 


8.5 


8.0 


2011 Q1 2012 Q1 2013 Q1 2014 Q1 2015 Q1 


2016 Q1 


2017 Q1 2018 Q1 


2019 Q1 2020 Q1 


Fund ID 
Missouri SERS 


Response date 
2019 q3 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Measure Names 
Hl Online information tim.. 


8 Online information cla.. 
HB Online information rel. 
BB Navigation 

I Finding Forms 
Online transaction sat.. 


N: 2,989 


Percentage of Responses by Fund 


Missouri SERS 
100% 


Method of Contacting the Fund 


30% 


25% 


20% 


15% 


10.8% 


10% 


6% 


5% 


0% 


Email Mail 
Percentage Percentage 


28% 


Office Visit 
Percentage 


Fund ID 
{)) Missouri SERS 


29% 
27% 
Phone Self Service 
Percentage Percentage 


Years of Service 


No Response 


Fewer than 10 4% 
16% 


30 or more 
13% 


39% 


Education 


Some High School or Less No Response 
2% 2% 


Some College 
29% 


High School Graduate 


10-19 
29% 


College Graduate 


29% 


Graduate Degree(s) 


20% 20% 
Contact Frequency 
None 
5% 
1-2 times 


More than 4 time: 
27% 


3-4 times 
35% 


33% 


Job Type 


No Response 
2% 


Gender 


No Response 
5% 


Age 
Younger than 55. NepResegnse 
10% 19% 
65 or Over 
23% 


55-64 
64% 


Fund ID 
Missouri SERS 


Response date 
2019 q4 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


56 


Q2: Fund Staff 


10.0 


8. 


fo} 


6. 


fo} 


4. 


fo} 


2. 


oO 


oO. 


fo} 


Staff organized 


Q2: Fund Staff: Change Over Time 


99 


98 


97 


9.6 


95 


94 


9.3 


9.2 


2010 Q4 


2011Q4 


2012 Q4 


2013 Q4 


Missouri SERS 


9:7- De}- 
- i 7 / 


Staff knowledge 


Staff answers 


2014 Q4 


2015 Q4 


Staff responsiveness 


2016 Q4 


2017 Q4 


2018 Q4 


Staff courtesy 


2019 Q4 


2020 Q4 


Fund ID 
Missouri SERS 


Response date 
2019 q4 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Measure Names 
IB Staff knowledge 


IB Staff organized 

1B Staff answers 

{0 Staff responsiveness 
(0) Staff courtesy 


56 


Q3: Fund Retirement Process Fund ID 
Missouri SERS 
Missouri SERS 


10.0 Response date 
9.4 9.4 9.6 2019 44 


9.3 
8.9 
Gender: Q16 
All 
Education: Q15 
All 
Service: Q14 
All 
Age: Q13 
All 
Job Type: Q11 
All 


Process clarity Ease of reaching person Accuracy Response speed Follow up Custom Variable 1 
All 


Q3: Fund Retirement Process: Change Over Time Measure Names 
Hl Process clarity 
10.0 A 
{0 Ease of reaching person 
Accuracy 

i | Response speed 


HB Followup 


98 


9. 
95 
= 949.4 R74 


9.0 914 9.1 . 4 9.4 
8.9 a a9 89 AG ! 9.0 
: “88 
8.9 
8.7 
8.7 87 
87 86 
8.5 8.6 8.6 


8.5 


2011Q1 2012Q1 2013 Q1 2014Q1 2015Q1 2016 Q1 2017Q1 2018 Q1 2019Q1 N: 


Amount of information: Q5 
0) About Right 


HB Too Little 
[Too Much 


Q4: Fund's Written Information: Change Over Time 


9.6 


9.4 


9.2 


9.0 


8.8 


8.6 


9.0 


8.8 


8.7 


3% 


93% 


2011Q1 


Q4: Fund's Written Information 


2012Q1 


10.0 


8.0 


6.0 


4.0 


2.0 


0.0 


Information clarity 


2013 Q1 


2014Q1 


Missouri SERS 


Information relevance 


2015 Q1 


8.4 


2016 Q1 


Ease of getting information 


2017Q1 


2018 Q1 


pas 9.2 


Forms 


9.0 


2019Q1 


9.0 


2020 Q1 


Fund ID 
Missouri SERS 


Response date 
2019 q4 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 
All 


Custom Variable 1 
All 


Measure Names 
Information clarity 


I Information relevance 


Hi Ease of getting information 


{0 Forms 


56 


Qé: Fund Online Information Fund ID 
Missouri SERS 
Missouri SERS 


10.0 
93 
9.0 9.2 9.0 91 8.9 
8.0 
6.0 
4.0 
2.0 
0.0 


Response date 
2019 q4 


Gender: Q16 
All 


Education: Q15 
All 


Service: Q14 
All 


Age: Q13 
All 


Job Type: Q11 


All 
Online information timely Online information clarity Online information Navigation Finding Forms Online transaction Custom Variable 1 
relevance satisfaction All 
Qé: Fund Online Information: Change Over Time Measure Names 


Hh Online information timely 


{08 Online information clarity 


95 
BB Online information releva.. 


BB Navigation 
I Finding Forms 


{08 Online transaction satisfac.. 


We 


8.6 8.7 
8.5 


8.5 


8.4 


8.0 


2011Q1 2012Q1 2013 Q1 2014Q1 2015 Q1 2016 Q1 2017 Q1 2018 Q1 2019Q1 = =2020Q1 N: 56 


